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ABSTRACT 



Findings from an Employee Satisfaction Survey conducted in 
spring 2000 at Austin Community College (ACC) (Texas) indicate that: (1) 

staff in many areas need customer service training; (2) telephones are not 
used effectively by many offices; (3) many areas are not able to respond 
quickly to the needs of college staff; and (4) 18 highly used areas are of 
special concern because they have high levels of dissatisfaction. The 
complete Management Response to this survey is presented in this report. 
Responses include: (1) beginning in spring 2000, customer service training 

will be available through the Professional Development Office in Human 
Resources; (2) the Administrative Leadership Team will develop a college-wide 
plan to address telephone- related issues; (3) staffing in key areas will be 
reviewed prior to the budget process to ensure availability of adequately 
trained staff; (4) individual plans developed by each of the 18 areas will be 
implemented during the next year; arid (5) the Employee Satisfaction Survey 
will be modified and re-administered in January 2001. (PGS) 
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Employee Satisfaction Survey Summary Response 



The Employee Satisfaction Survey was conducted in Spring 2000. Results have 
been shared college-wide. 

Summary of Results 

While satisfaction levels varied greatly from service to service, several themes did 
emerge: 

□ Staff in many areas need customer service training. 

□ The telephones are not used effectively by many offices. 

□ Many areas are not able to respond quickly to the needs of college staff. 

□ Eighteen highly used areas are of special concern because they have high 
levels of dissatisfaction. 

Management Response 

□ Beginning in Spring 2000, Customer Service Training will be available 
through the Professional Development Office in Human Resources. 

□ The Administrative Leadership Team has begun to discuss issues related to 
the telephone and will develop a college-wide plan to address these issues. 

□ Staffing in key areas will be reviewed prior to the budget process to ensure 
that these areas have enough trained staff to do the job. 

□ Individual plans have been developed by each of the 18 areas and will be 
implemented during the next year. 

In addition, the Employee Satisfaction Survey form will be reviewed and 
modified. The survey will be administered in January 2001. 

The complete Report and Management Response can be found on the ACC 
website at http://www2.austin.cc.tx.us/oiepub/Dublications.htm . 
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Comments 


Currently there are 
two prof-tech 
positions which 
cannot handle the 
volume of 
responsibilities in a 
timely manner. 














Estimated 

Completion 


Sept. 1, 
2001 


On-going 


On-going 


On-going 


Feb. 1, 
2001 


Dec. 1, 
2001 


Jan. 3, 
2001 


Responsible 

Person 


Gerry Tucker 


Vicki West 


Vicki West 


Gerry Tucker 


Gerry Tucker/ 
Staff 

Development 


Gerry Tucker 


Vicki West 


Management Response 


Increase staffing 


Develop a more personal 
approach to communicating 
with individuals 


Increase written 
communication to relay 
outcomes and results 


Reduce employee turnover and 
ensure consistency of personnel 


Conduct customer service 
training 


Attend staff retreat to develop 
vision and mission of HR 


Reduce paperwork in order to 
serve customers in a timely 
manner 


Recommendation 


Increase satisfaction with 
Quality of Service 






Increase satisfaction with 
service attitude 






Increase satisfaction with 
Promptness of Service 
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Comments 






Additional staffing 
(1 person) and 
operating budget 
have been allocated 
for this purpose. 


Estimated 

Completion 






Already 

underway. 


Responsible 

Person 






Ed Osborn 


Management Response 


Meet with all deans, taskforce 
chairs, and program 
coordinators to determine 
specific needs and/concems 




Implement “program-specific 
marketing” initiative in 
partnership with Instructional 
Affairs unit. 


Recommendation 






Reduce dissatisfaction with 
overall service. 


Area 






Program 

Marketing 

(Promotions) 
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lO 



Comments 


Recom mendation 
made to HR 


Begin weekly 
meetings at HBC 
9/22 
















Fulltime faculty is 
the most 
dissatisfied. 


Estimated 

Completion 


Nov 1,2000 


Ongoing 


Mar 1,2000 


Dec 1,2000 


Mar 1,2000 
Ongoing 


Jan 1, 2000 


Nov 1,2000 


Jan 1,2000 


Nov 1,2000 


Ongoing 


Responsible 

Person 


Gary Weseman 
Theresa Harkins 


Gary Weseman 






Gary Weseman 
Theresa Harkins 


Gary Weseman 


Gary Weseman 


Gary Weseman 


Gary Weseman 


Gary Weseman 


Management Response 


Fill vacant help desk and 
operations positions 


Implement feedback mechanism 
from microcomputer support to 
help desk to establish consistent 
problem solutions 


Implement Help Desk self-help 
page 


Implement tracking system to 
determine response time 


Cross-train Operations staff for 
evening Help Desk calls and 
back up during peak times. 


Schedule advanced and 
beginner training on Remedy 
software 


Publish list of software 
supported by Help Desk and 
Microcomputer support. 


Customer service training 


Survey callers to Help Desk 
customers 


Focus group to determine 
specific areas of improvement 


Recommendation 


Increase satisfaction with 
Promptness of Service 










Increase satisfaction with 
Quality of Services 
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